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Abstract 
Mobile banking is the evolutionary step after Internet banking where the banks can collaborate with other entities to 
offer the latest in banking services in variety of business domains. The remittance of Indian Postal Money Order at 
present requires the person to visit nearest post office branch, fill up money order form for sending to recipient. The 
present postal money order lacks in efficiency due to slow delivery, high commission charges, and inconvenience to 
customers as they require visiting the post office during business hours on working days and many more. The India 
post had been the oldest and prime source of money transfer for the migrant people and serving personnel employed 
away from their homes such as migrant workers. This provides the opportunities for banks and India Post to utilize 
the existing setup and resources to integrate the money remittance through cost effective means of technology such as 
mobile banking. Although some initiative has been taken to start mobile money transfer services in India but their 
adoption has remained modest. This study examines the feasible model of mobile banking based money order by 
integrating India Post with banking sectors and find out the factors that drive and inhibit the demand potentials for 
such services. The study has identified certain factors for demand of mobile money order for deploying the mobile 
money order, which can provide an opportunity to Banks and India Post to accelerate business growth. The results are 
interesting and useful for all the parties concerned. 
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1. Introduction 
 
Out of 1.5 billion users of postal financial services in the world, only 400 millions are holders of a 
postal (bank) account, 300 millions of which located in developing or emerging countries (Anson and 
Toledano 2010). As the world moves towards a global economy, fast and prompt money remittances 
would be needed for creating efficient markets and sustainable economic relationships. Dealing with 
expanded realms of opportunity, the most successful financial activities  will be those that find ways to 
best leverage cost effective technologies to harness the banking and postal networks  to make a seamless 
network of financial products and services. As the economy interlinks and networks expand, it will be 
those entities that most efficiently transform, integrate and adopt the business models in such a way that 
economy and majority of people gets benefited (Kaul 2002). Due to high operational costs most banks 
exclude non-profitable customers from the lower strata of society and require government social 
development thrusts to include such segments. However India, in a transition state to capture the 
economic growth can not neglect the masses. Posts could be especially attractive partners for banks, as 
they offered a trustworthy and extensive network that was directly accessible to scattered rural 
communities (Ernesto 2009). 
Over the years, several studies have been imparted by researchers and academicians to understand the 
significance of money remittances through different means of technology products. The regressive 
motivation has been to lower the transaction costs, increased efficiency, transparency and customer 
flexibility and usability. The wide spread of mobile phone amongst the masses and thrust for seamless 
money transfers by integrating the banking sectors to India post through mobile banking would provide 
value enhancements or otherwise for both the organisations. The Government of India and RBI have 
been, over the years, working for the better synergy between postal and banking industry for FI (Financial 
inclusion) program which has been visible in the National Postal Policy statement of India Post such that 
“Post will provide banking and financial transaction services to cater to the needs of the rural population 
and help realise the policy of financial inclusion for the “un-banked” rural masses. For deepening and 
broadening its financial services, suitable agreements with public/private sector banks will be forged, so 
that India Post can offer its unique “last mile” connectivity to the customers. This will permit it to receive 
fees for the service rendered to the banks and other financial entities. Before this, however, adequate 
infrastructure and connectivity coupled with application of appropriate software needs to be in place 
(National Postal Policy India Post 2009).” 
Providing these services to developing world is a difficult task. Traditional postal money orders are 
overwhelmingly inconvenient with no flexibility to customers. Realizing this challenge much research 
work is going to induce mobile banking as medium for integrating with different enterprises and need of 
the hour is to consider a holistic approach for rethinking business synergy and models delivering financial 
services through mobile banking to the remotest and needy people by using cost effective means of 
technology products. This paper examines the feasible model of mobile banking based money order by 
integrating India Post with banking sectors and assesses demand potentials for such services.  
 
2. Literature review 
 
As per prevailing study and research, it has been observed that the payment system is transforming 
from the initial stage of cheque clearing in physical form to electronic forms, moving to electronic forms 
of payments using different payment and clearing systems. The wide spread of mobile technology on 
other hands has greatly transformed the medium and business models of payments system. The emphasis 
is to increase the payment efficiency and integration of the existing payment system, which can cover the 
other sectors and services for accelerating economic and social developments. The study conducted by 
Mahadevan 2009, for improving payment system efficiency in India has clearly mandated the need of 
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bringing over 1, 55,000 post office branches and over 169,000 branches of cooperative institutions into 
the electronic payment landscape. The present systems are moving towards an online mode from offline 
mode incorporating various sectors, services and platforms. Online payment systems can play a role in 
reducing transactional and other risks compare to traditional commerce, but relatively little attention has 
been paid to the effects of emerging online payment systems. 
The growing demand for person to person money remittances is paving the way for new remittance 
options where the confluence of existing banking infrastructure with new products and technologies such 
as the Internet is providing new options for more cost-effective and convenient fund transfers. As policy 
makers examine initiatives for moving from inefficient cash-based systems, opportunities should not be 
missed to explore electronic payments systems for person-to-person remittances. This is particularly true, 
since in many cases the majority of remittances can be narrowed to one or two major source cities, or a 
few ‘corridors’ between specific locations. As a result, a relatively focused system could bring a large 
percentage of remittances into the formal economy. Trends of money remittances are gradually 
transferring to mobile based transactions which can be categorized as m-banking. The importance of 
money remittances in the form of ‘mobile money’ is to change the landscape of payment industry 
(Jenkins 2008). As per their definition mobile money is the money which can be accessed and used via 
mobile phones for transaction and services including domestic and international remittances, bill 
payment, payroll deposits, purchase of goods and services etc. The development and usage of mobile 
money is in its initial stage. The research survey by Traisnel 2009, illustrates that the mobile money 
transfer (MMT) service is an aspect of a broader concept emerging in the electronic payment and banking 
industry referred to as mobile money. Even though mobile money has not been well defined in literature 
it can be said to include all the various initiatives (long-distance remittance, micro-payments, and 
informal air-time battering schemes) aimed at bringing financial services to the unbanked using mobile 
technology. The rate of change and the movement to electronic payments has been accelerated by the 
explosive growth of payments being made in non face-to face transactions. Mobile phone growth is 
significant step in the evolution in the payments industry representing another growth opportunity for 
existing players and new entrants (Edgar and Dunn 2009). Technology is bringing non-traditional players 
into the financial services markets as the nature of the services is being transformed to propel the rise of a 
dynamic financial services industry (Bueno 2008). Technology is bringing non-traditional players into the 
financial services markets as the nature of the services is being transformed to propel the rise of a 
dynamic financial services industry. 
 
3. Mobile money order business model 
 
Although the concept of business model is widely used and seen as important, there is no generally 
accepted definition of what a business model constitutes. There are a lot of authors that give a definition 
of a business model and propose a brief list of components that should be included to describe it as 
explained by Petrovic 2001, a business model describes the logic of a "business system" for creating 
value that lies behind the actual processes. As per Timmers 1998, a business model is architecture for the 
product, service and information flows, including a description of the various business actors and their 
roles (Giovanni and Pigneur, 2003).  
As per Pablo and Heijden 2002, the more mobile the actors are, the higher the geographical barriers, 
and the less feasible the use of a traditional information system becomes. This procedure can be 
summarized by the sentence: “complication of the location”. Aphrodite and Evaggelia 2001, in study of 
business models and transactions in mobile electronic commerce advocated the inclusion of mobile user, 
mobile portal, bank and content provider in mobile electronic commerce business model. Patricia et al 
2009, defined the adoptable mobile business model with special emphasis on environment awareness by 
considering specific dimensions, e.g. bandwidth rate, connection state, mobile host re-sources, etc.  
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A major weakness in current business and market-oriented m-payment research is lack of strictness 
and comparability. This lack has been observed, not only by researchers, but also by practitioners, which 
contributes considerably to the confusion in the m-payment market (Key Pousttchi 2008). One of the 
studies conducted by Karnouskos, et al 2003, for illustrating the architecture and business models for 
secure mobile payment system (SEMOPS) has emphasized for developing a global mobile payment 
system. Its innovative business model is based on two key concepts a) that of cooperation of banks and 
MNOs (mobile network operators) and b) that of social trust relationships since each actor transacts only 
with his trusted bank or MNO. It is worth noting that SEMOPS features a distributed approach where 
banks/MNOs can dynamically join the system with their customer base and users do not have to register 
alone, something which will allow SEMOPS to grow fast and reach the critical mass that may establish it 
as a global payment service and flexible enough to integrate future needs.  
However, the greater need of business model for mobile based transaction and payment services were 
attributed to customer centric services and the business models have been evolving in the same line. 
further study conducted by Petrovic 2008, emphasizes to align, investigate and evaluate m-Payment 
services within the framework of customer requirements. However the progress can be extended to adopt 
both a quantitative approach to study the perceptions, attitudes and needs of customers, and a qualitative 
approach to study the needs of mobile banking service providers. Fernando, et al 2009, has justified the 
innovation of business model through means of technology where it will have an important role in the 
innovation process. Firstly, the business model innovation is often dependent upon information 
technology, where a flexible and agile infrastructure is key to a dynamic business model. As per the 
findings of research study and literature review it is clear that the business models must innovate 
according to needs of different stakeholders and must adjust for growth of business. In case of mobile 
banking and mobile money order the model is still in the evolving phase but it must have the following 
stakeholders in its actors role such as Banks and financial institutions, Mobile network operators, Mobile 
banking service providers, Intermediate payment settlement agencies, India post  and Customers and their 
requirements. 
As per Nina, et al 2002, existence of standardized and widely accepted mobile payment procedures is 
crucial for successful business-to-customer mobile commerce. The acceptance of mobile payment 
procedures depends on costs, security and convenience issues and a procedure can be used over the 
different payment scenarios such as mobile commerce, electronic commerce, stationary merchant and 
customer-to-customer. The design of today's mobile payment procedures should less try to optimize on 
the future mobile commerce problems but focus on the ease of spreading in the electronic commerce 
setting as lead-in scenario. As per Weber 2010, for ‘mobile-money’ regime, mobile operators take 
increasingly part in mobile financial services, playing a crucial role in expanding the business. From a 
regulatory and supervisory point of view, the question must be answered whether the execution of mobile 
financial services is so close to a deposit-taking activity (as the provider starts acting in a bank-like 
manner) that compliance with banking regulation is a matter of public interest. In any case, the growing 
importance of mobile financial services providers implies that telecommunications regulators and banking 
regulators will inevitable have to coordinate their activities and share information on regular basis. 
While regulation has done a lot to facilitate mobile banking services, there are some more hurdles. 
Over the past few months, the Reserve Bank of India has increased the amount of money that can be 
deposited with the mobile operator. The RBI has also allowed banks to appoint banking correspondents 
(BC), including telecom operators and limits relating to having the BC within a fixed distance of the bank 
have also been relaxed. The RBI has released the operative guidelines for mobile banking based transfer 
and payments mechanism which has certain restrictions on the amount to be transferred on a single day. 
Banks shall be responsible as principals for all the acts of omission or commission of their agents. As it 
can be seen from the regulatory point of view, banks are now having the option to appoint an agent for 
disbursement of remittance of money to the recipients. The case for mobile money order for India post 
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would be one of the key factor for integration of payment and remittances through mobile banking in near 
future. 
 
4. Trends and development of mobile money order in India 
 
The study finding for BRIC (Brazil, Russia, India & China) countries by Anson and Toledano 2010 
reveals that the integration of the offer of financial services at some stage appears to be decisive if a Post 
is to play a leading role in access to finance in its country while simultaneously securing its future 
economic viability. A vast untapped market of almost two billion un-banked customers 1.1 billion of 
which already being users of non account-based postal financial services seems available for the post if it 
is ready and determined to seize the opportunities. These ambitions have much better prospects though if 
they are closely linked to financial inclusion policies at the government, central bank or financial 
regulatory authority level. The report of the ‘Expert Committee on Harnessing the India post network for 
financial inclusion’ on 16th June 2010, recommends that India post should harness the rapid IT and 
telecom capacity expansion to deliver three basic, integrated products to every Indian citizen: a savings 
account hosted on a lightweight banking platform, a broad based payments network, and a competitive 
mechanism to deliver micro loans to the poor. The concluding findings by Richard and Wang 2007, 
reveals that tremendous change in the payments arena is embodied in many significant innovations 
introduced by both nonbanks and banks. In most cases, innovations in payment services build on existing, 
traditional payment types; while in some other cases, they provide novel solutions. Technological 
innovation has significantly altered the market structure and competition in payments. Network effects, in 
particular, have had a strong influence on the degree of vertical and horizontal integration in the industry.  
The study by Benoit and Seeley 2009 indicates that the trends in the payments market are impacting 
the traditional role of the postal operator, and there is little doubt that in many countries the long-term 
outlook is a decline in their core payments business. However, postal operators can develop new growth 
areas to offset this decline and reinforce their role within society. To do so, they need to be more 
proactive, and take a strong approach to defending their business. There are real opportunities for postal 
operators to supplement their existing payments business and step further out and develop new ways to 
create value, both financially for the business and socially for their countries. As per World Bank & 
Universal Postal Union Case study and research report 2001, expanding the role of the postal sector to 
match the acceleration of the internet age will depend on the ability of posts to manage and run their core 
business in an effective manner. Reliable and cost effective postal services, including postal financial 
services, must be the foundation for building the future business opportunities. For postal services in 
many developing countries, the first step will be to establish this foundation of reliable core services 
while simultaneously discovering opportunities to interact with emerging digital technologies. Costa Rica, 
Indonesia, Tanzania, Trinidad and Tobago, and Central and Eastern Europe have shown a positive result 
through carefully planned and vigorously implemented postal reform by integration and expansion of 
their business domains to other sectors in the society. 
The India post has initiated some of the projects such as ‘PROJECT ARROW’ to lay the foundation 
for a comprehensive, long term transformation of India post. The project ensures at providing a fast, 
reliable and efficient postal services to the customers. The ultimate test of success of this scheme is to 
provide a better experience to the customers, both in terms of the ambience of the post office and quality 
services to the customers. 1000 post offices have already been covered and proposed to extend the project 
to another 4500 post offices. Out of a total of 25531 departmental post offices, 12604 post offices 
including those in the rural areas have been computerized. 1304 Post offices have been networked 
through leased lines so far with the National Data Centre. Further 5170 post offices have been networked 
through broad band. The strong IT base has made it possible to offer a range of e-enabled services to 
customers as shown below: 
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x iMO: An on line web based domestic money transmission service called iMO was launched in 
January 2006.  This enables the customer to receive money in minutes from any of the post offices 
providing this service. Under this service, a person can send amount from Rs.1000/- up to Rs.50, 000/- 
in one transaction instantly. The service is functional in 2175 locations across the country. 
x eMoney Order (eMO): The electronic money order, which has been launched in October 2008, 
facilitates transmission of ordinary money orders through electronic media without any extra charge. 
At present 8003 post offices are offering this service. 
x E-Payment: E-Payment is a ‘Many to One’ service through which bills (telephone, electricity, 
municipal dues, taxes etc.)  are paid by customers in Post offices which are then electronically 
consolidated and paid to the service provider. The service is presently available in about 8457 Post 
offices across the country and will soon be extended to all 12604 computerized Post offices. The 
Cabinet Committee on Economic affairs has approved, a Project management Unit in the Department 
to conceptualize, plan, implement and monitor the plan schemes for computerization and networking 
of all the post offices in the country.  
 
5. Present status of mobile banking based money transfers in India 
 
NPCI’s (National Payment Corporation of India), Interbank Mobile Payment Services (IMPS) was 
inaugurated by Shyamala Gopinath, Deputy Governor, Reserve Bank of India (RBI) on 22nd November 
2010 at Mumbai where NPCI launched India’s first instant, real-time, 24*7 fund transfer facility in the 
retail payment sector. Until now the transfer of money through mobile involving accounts of two different 
banks was not possible on a real time basis. Real time money transfer was possible only if the sender and 
receiver maintain the accounts with the same bank. NPCI would function as a hub in all electronic retail 
payment systems which is ever growing in terms of varieties of products, delivery channels, number of 
service providers and diverse technology solutions. National Payments Corporation of India (NPCI) is the 
umbrella organization of all retail payment systems in India and is set up by the banks in India with the 
support and guidance from Reserve Bank of India and Indian Banks’ Association. The organization has 
been mandated to build central infrastructure for payment systems like ATM Switching, Mobile 
Payments, Cheque Truncation System, POS Switching, 24 * 7 remittance system and Financial Inclusion 
transactions. Another goal being pursued by NPCI is to create a national card like China UnionPay in 
China. NPCI can reach the scale of China UnionPay by excelling in service quality and by placing the 
next generation products and services. Vocalink in UK provides another benchmark for NPCI. Vocalink 
facilitates money transfer from any bank account to any other bank account in UK on a real time 24 x 7 
basis. This implies that the experience of RTGS has been extended to retail payment segment. Now that 
more than 60,000 bank branches in the country are covered under Core Banking Solution, this is very 
much a feasible proposition in India and would be known as India MoneyLine. NPCI would also 
benchmark against Bankserv in South Africa and KFTC in South Korea in terms of operational 
efficiency, reach across the country and range of products and services. In Fig. 1 the present model of 
mobile banking based money order is explained briefly. The NPCI acts as the nodal/Hub for switching the 
transactions between the banks. The amount transferred from one bank’s account to another bank’s 
account is transferred on real time basis. The settlement of transactions takes place through settlement 
agency. 
x MPP (Mobile Payment Provider): A logical entity which facilitates financial transactions between 
mobile phone Customers. A MPP performs financial functions, as relating to a mobile payment on 
behalf of banks and it may also be a Mobile Payment Application Provider. A bank can choose to be 
its own MPP or it can choose a third party to be its MPP. An MPP must be registered after due process 
by RBI. 
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Fig. 1. Mobile banking based transfer model: inter bank (Source: Mobile Payment Forum of India: Interoperability 
standard for mobile phones)  
 
x Customer: The buyer, or payer, who purchases goods and/or services from another entity, sends a gift 
or pays a loan to another entity, etc.; essentially the person who pays the money. The Customer uses a 
bank account as defined in Section 2.2 above. The Customer may have multiple bank accounts in one 
or more banks. 
x Beneficiary: The seller, or payee, who benefits from the purchase of a good and / or a service, 
receives a gift or repayment of loan, etc.; essentially the person who receives the money.  
x Payment Settlement Agency: A RBI authorized agency for real-time settlement on a per-transaction 
basis.  
x TSP (Telecom Service Provider): The telecom service provider through which the services are 
utilized for sending the mobile messages. 
 
6. Proposed and feasible mobile money order by integrating India post 
 
The architecture for proposed mobile money order model for Indian Postal Money Order is outlined in 
Fig.3. The model is derived considering the present infrastructure of NPCI mobile banking system.  The 
entities involved in the mobile money order are TSP/MPP, Banks, India Post, and NPCI with Settlement 
agency and India Post payment gateway as an interface to NPCI. The sender or customer intending to 
send the money order is required to get registered with his/her bank and obtain the MMID. After 
obtaining MMID, sender will initiate the transactions by entering the beneficiary name with postal 
address, PIN (Postal Index Number) code and mobile number (optional). The transaction is routed to 
NPCI via the MPP and bank. Pin code number would be used to perform the routing of the transactions to 
India Post Payment Gateway. India Post payment gateway after receiving the transactions would forward 
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the payment instructions to its destination post office through its internal delivery system. The India Post 
payment gateway will send notifications to either of the parties on successful transactions. During this 
process the sender’s account will be debited instantly and beneficiary account would be credited instantly 
provided the India Post internal delivery system is integrated in online mode. 
 
6.1. Payment Process Details 
 
The flow of operations is outlined below: 
(1) Customer (sender) inputs the Beneficiary mobile number (optional), Postal address with PIN Code 
and amount which needs to be sent to the beneficiary (receiver). 
(2) Customer’s MPP receives the request for remittance from customer and it sends the request to 
Customer’s Bank for debiting the account. 
(3) Customer’s Bank on receiving the request from MPP debits the customer’s account and sends  
confirmation to the MPP. 
(4) MPP on receiving the confirmation sends the transaction to NPCI to be forwarded to the India Post 
Payment Gateway. 
(5) After resolution of destination, NPCI sends the transaction to India Post Payment Gateway. 
(6) Beneficiary’s MPSP will send the transaction to Beneficiary’s Bank for crediting the account. 
(7) After receiving the confirmation of money disbursement, India Post Payment Gateway sends the 
confirmation to NPCI. 
(8) NPCI sends the confirmation to MPP of the Customer. 
(9) Customer’s MPP sends the confirmation message to Customer’s Bank. 
(10) Customer MPP sends a confirmatory message to customer stating completion of transaction. 
(11) India Post Payment Gateway also sends the confirmation to customer stating the money disbursed to 
beneficiary. 
 
 
 
 
 
 
 
  
 
 
 
           
           
           
        
Fig. 2. Transaction flow in imps internet mobile banking payment system of npci (Source: National payment 
corporation of India ) 
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Fig.3. Proposed mobile money order model for India Post (Self Compiled) 
 
7. Assessing demand potential of mobile money order 
 
7.1. Introduction and aims of the survey  
 
Aim of the survey was to provide empirical insights into what users or customers of present postal 
money orders think about the issues surrounding India Post money orders. The broader aim was to gather 
information from customers who are using the postal money order for transferring the money to their 
native or other places and use it to gain insights that will help decision-makers and other discussants from 
both academia and the practical world to understand the need for development of mobile money order by 
integrating India Post with banking system and its potentials and limitations. The broader aim was to 
determine the demand of mobile money order in the present scenario where banking is transforming into 
universal banking with diverse delivery & payment channels. This also realized the need of integration 
with similar enterprises like India Post which can better leverage the banking and expand its outreach to 
wider area and provide a better customer services. 
 
7.2. The sample survey 
 
The questionnaire was prepared and a survey was conducted at different post offices in Pune city and 
industrial area adjoining Pune City. The questionnaire was prepared and it request was made to each 
person who came for sending the money order to these post offices. The questions incorporated the main 
agenda of demand of mobile money order services if India Post is integrated with banking system and 
providing a mobile banking based money orders. Convincing to customers was difficult for preparing 
them to be interviewed. The questions were read out in their local language mostly Hindi/ Marathi as and 
the responses noted in the questionnaire sheet. The total number of respondents was just 68. It can be 
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argued that the survey sample, which interviewed the willing customers, may be considered as sample for 
assessing the demand of mobile money order services. 
 
7.3. Methodology and data collection 
 
The questionnaire was distributed to the individual customer at the counter queue of Money order at 
each post offices and requested them to fill up. Those customers who could not fill the form, a request 
was made to give the response of questionnaire. Majority of the customers responded the questionnaire 
rather than filling the forms.. The survey process was conducted at different post offices and different 
dates, hence it was a tedious execise for their consent to answer the questions. Some of the customers 
refused to answer due to various reasons such as time constraints or otherwise.  The interview was only 
conducted for those customers who came to post office for sending the money through post office. 
Potential respondents were informed of the aims of the survey, including general information about the 
activity of research /project. Approx 105 customers were requested to respond for questionnaire and only 
68 customers responded for survey, so that the return rate was 65 %. (Due to the hectic circumstances, 
many customers could not wait for responding questionnaires. There were some customers who refused to 
complete questionnaires while other non-responses were mostly due to a lack of sufficient time and hence 
dropped. 
 
7.4. Survey results 
 
The questionnaire comprised thirteen questions, each with a section for comments. Central to the 
questionnaire were assessing the demand potential of mobile money order along with some demography 
information of customers segment. The implications of mobile banking along with banking accounts were 
also investigated. Finally, queries were also made on the comfort use of present postal money order and 
willingness to use mobile money order if offered by integrating India Post to banking system and using 
mobile banking as medium.  
 
7.4.1. Demographic information of the respondents 
 
The data of the respondents’ demographics is presented in Table 1. It can be observed that majority 
(97.06%) of the respondents is male. It is to note that 48.52% of them are within the age group of 31-40 
years. Majority (98.53%) of them own mobile phones and are have diversified occupations. The majority 
of respondents are from the construction industry (47.05%). The majority of respondents (65.82%) own 
bank account and willing to link to mobile banking (98.53%). The Majority of respondents (92.64%) used 
friends other than postal money order for transferring the money to their native/destination place. 
 
7.5. Relevant information on mobile money order demand potential 
 
In the Table 2, the respondents’ information regarding the Mobile Money order willingness to use is 
presented. It is to note that almost majority of the respondents (66.19%) are willing to use mobile money 
order services. It also indicates that 22.05% of respondents are in the opinion that they may use the 
mobile money order services if provided. However, it further indicates that the average amount of money 
transfer is in between 3100-4000 range (52.94%). 
 
7.6. Survey findings 
 
Measuring the adequacy and convenient of present postal money order is reflected in 12th  question on 
the questionnaire was “In terms of (a) time, (b) distance, and (c) money, how convenient or inconvenient 
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is it to use a present postal money order?”. The aim of the question was to ascertain whether present 
postal money order is perceived as sufficient for customers or need some changes.  
 
Table 1. Demographic Information of the respondents 
 
VARIABLE CLASSIFICATION OF VARIABLE FREQUENCY  PERCENTAGE 
GENDER 
FEMALE 2 2.94% 
MALE 66 97.06% 
TOTAL 68 100% 
AGE ( Yrs) 
> 20 – 30  14 20.56% 
31- 40 33 48.54% 
41-50 20 29.43% 
51-60 01 01.47% 
TOTAL 68 100% 
EDUCATIONAL QUALIFICATION 
PRIMARY 26 38.25% 
10TH 18 26.47% 
12TH 20 29.40% 
GRADUATE 04 5.88% 
ABOVE GRADUATE 00 0.00% 
TOTAL 68 100% 
OCCUPATION 
CONSTRUCTION 32 47.05% 
FACTORY 20 29.40% 
SHOPS 13 19.12% 
CASUAL 01 01.47% 
OTHERS 02 2.94% 
TOTAL 68 100% 
OWN MOBILE PHONE 
NO 01 01.47% 
YES 67 98.53% 
TOTAL 68 100% 
OWN BANK ACCOUNT NO 30 44.12% 
 YES 38 65.82% 
 TOTAL 68 100% 
WILLING TO LINK BANK A/C TO 
MOBILE BANKING 
NO 01 01.47% 
YES 67 98.53% 
TOTAL 68 100% 
MODE OF MONEY TRANSFERS 
OTHER THAN POSTAL MONEY 
ORDER 
THROUGH FRIENDS 63 92.64% 
THROUGH DD/CHEQUE 05 07.36% 
THROUGH BANK TRANSFER 00 00.00% 
THROUGH PRIVATE AGENCY 00 00.00% 
OTHER MEANS 00 00.00% 
TOTAL  68 100% 
 
It seems clear that the majority of the respondents believed that the present India Post Money order is 
inconvenient to them. Only 1% felt that the present money order is convenient, whereas 43 % felt that it is 
inconvenient, albeit 56 % felt less inconvenient. There were no “Don’t know” responses. It seems that the 
sample selection for the questionnaire was appropriate for collecting data on present money order,  as all 
the respondents confirmed that they were sufficiently familiar with present money order  reasoned 
responses to the questions. The aim here was to ascertain the expected feelings by respondents with 
current postal money order which can be augmented with mobile money order by integrating India Post 
with banking system. The responses could provide insight on the time-frame for policy action and 
implementation by stakeholders concerns. The results are shown in chart-I. 
 
7.7. Preference for mobile money order 
 
As chart –II shows, a majority (85 %) believed that they would like to use mobile money order rather 
than present postal money order if given option to use. 13% respondents opined that they would wait then 
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decide to use. This has implications not only for regulation of mobile money order transfer but also for 
regulation of the whole electronic payment system, as they require to streamline the different system and 
stakeholders in Indian payment industry. The results confirm that mobile money order by integrating 
India Post with banking system will increase competition in the financial/payment services industry and 
provide the comfort, convenient to public in large. The general feeling is that competition increases 
market efficiency. It may be necessary to evaluate different processes and systems in mobile payment 
arena so as to exactly pin point the factors that are instrumental to ensure productivity, efficiency and 
stability of the mobile based payment system. 
 
Table 2. Relevant Information on mobile money order demand potential 
 
VARIABLE CLASSIFICATION OF VARIABLE FREQUENCY  PERCENTAGE 
AVERAGE AMOUNT OF MONEY 
TRANSFER PER MONTH 
UPTO 2000 05 7.35% 
2100-3000 10 14.70% 
3100-4000 36 52.94% 
4100-5000 15 22.05% 
ABOVE 5000 02 02.94% 
TOTAL 68 100% 
HOW IT IS CONVENIENT TO USE 
PRESENT POSTAL MONEY 
ORDER 
MOST CONVENIENT 00 00.00% 
CONVENIENT 01 01.47% 
LESS CONVENIENT 38 55.88% 
INCONVENIENT 29 42.65% 
DO NOT KNOW 00 00.00% 
TOTAL 68 100% 
WILLING TO TRANSFER MONEY 
THROUGH MOBILE MONEY 
ORDER 
USE MOBILE MONEY ORDER 45 66.19% 
WAIT THEN USE 07 10.29% 
MAY USE 15 22.05% 
NOT TO USE 00 00.00% 
DO NOT KNOW 01 01.47% 
TOTAL 68 100% 
 
 
 
 
 
 
 
 
 
 
 
7.8. Findings and recommendations 
 
The survey confirms that the customers have the really demand for a convenient and flexible payment 
system which can leverage present mobile banking payment so that it can provide a mobile money order 
by integrating India Post with banking system. Charts-I and Chart-II suggest that customers are of opinion 
that present postal money order is inconvenient and willing to use mobile money order services it 
integrating with banking system as it provide much benefits and flexibility compare to present postal 
PRESENT MONEY ORDER STATUS TESTING
INCOVENIENT 
43%
CONVENIENT, 
1%
LESS 
INCONVENIENT 
56%
 
Fig. 4. Present money order status testing 
PREFERENCE FOR MOBILE MONEY ORDER
DO NOT 
KNOW 2%WAIT THEN USE 13%
USE MOBILE 
MONEY  85%
1
2
3
 
Fig. 5. Preference for mobile money order 
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money order. The pronounced demand for mobile money order  may be explained by the fact that banks 
in large are under core banking solution platform and capable to provide seamless payment transfer to 
other entities if integrated.. However, the regulation and motivation  of  RBI  in expanding mobile 
banking based transactions would boost the different stakeholders to put up necessary infrastructure for 
such integration and may act and intermediate agency in mobile money order system. 
 
7.9. Expected outcome from the proposed mobile money order model 
 
x Business growth: - The ability to move money from the sender to the receiver is the stumbling block 
and ability to move it from A to B is called “velocity of money” and has been a fundamental 
cornerstone of economic activity. But the issue is exactly how money transfer is made to happen in an 
emerging market where the infrastructure is poorly developed and where very few people have or 
even want bank accounts. Mobile money order would be instrumental in capturing more number of 
customers in due to easy access and prompt services. The number of mobile phone customers if added 
would provide the business growth avenue to India post and banking sectors too. 
x Convenience: - Many people in emerging economies have to travel far from home to find work and 
need to be able to send money back to their families so they can pay bills. The sender has to approach 
nearest post office with cash to transfer the money in present money order system where as mobile 
money order service is accessible on 24X7 and money can be sent anytime, anywhere. 
x Reduced Transaction costs: - As on date the mobile banking provides the lowest transaction costs 
amongst all the delivery channels as this removes the physical POP (point of presence) for banking 
and India Post and also ensures a timely and secure method of transaction. 
x Social and economic developments:- The World Bank estimates that reducing remittance 
commission charges by 2-5% could increase the flow of formal remittances by 50-70%, boosting local 
economies. Reducing the cost of each individual remittance would enable the delivery of lower value 
remittances than today’s average transfer value and would result in higher remittance and hence higher 
economic activity leading to faster growth. CGAP in its survey has found that the incomes of 
rural recipients increased by 5- 30% since when they started using M-PESA for mobile money transfer 
system in Kenya. Thus Mobile money order can by catalyst for social and economic development to 
India. 
x Transparency in money transactions:- In the absence of formal banking system, most of the 
transactions are cash based giving no audit trail to the regulators. Mobile money order can bring the 
transparency in the money transactions by reducing the cash economy and digitizing the transactions. 
There would be more visibility on the money flows as the remittances move from informal channels to 
formal channels. 
x Marketing of products:- Mobile money order  through cell phone would be  advantageous to the 
banks as well as India post since it serves as a guide to help and  improve their customer care services. 
Banks and India post can be in touch with their clients with mobile banking and also promote and sell 
their products and services like credit cards, loans, postal insurance and other financial products etc. to 
a specific group of customers.  
x Reduces risk of Fraud:- A Money remittance through mobile reduces the risk of fraud. The updation 
of all the transactions can be communicated through SMS whenever there is an activity in account. 
The remittances status would be tracked and notice is given as soon as the amount is delivered to 
beneficiary. 
x Can be catalyst for leveraging Financial Inclusion and Government social remittance scheme: 
The India Post integration to banking sectors can boost the formal savings among the unbanked people 
and provide the avenues of formal saving. The different money remittance schemes launched by 
479 Ashok Bahadur Singh /  Procedia - Social and Behavioral Sciences  37 ( 2012 )  466 – 481 
Government such as old age pension, NREGA etc can use the mobile money order for remittance to 
beneficiaries. 
 
8. Conclusion 
 
Presently India is in a zenith stage for technological revolution showing technological and economic 
growth & success.  Mobile Banking based transactions in payment and remittances are considered a 
major tool to increase the business growth and reach to masses.  This is a high time to leverage ICT 
(Information & Communication Technology) platform for increasing outreach and financial sustainability 
of India post and banking sectors. Considering the limitations and boundary for each country to 
streamline the operations of mobile banking based transactions as the mobile money order is in its initial 
stage and much research is needed to analyse the usage, adoption and business models. The findings from 
sample survey illustrates that the present postal money order in inconvenient and there is a demand of 
mobile money order system by integrating India Post with banking system. Thus there is a lot of research 
which needs to be conducted on various issues and platforms of mobile money and mobile banking 
system. The proposed mobile money order would provide an impetus and motivation to stake holders in 
payment systems, researchers and policy makers for considerations and future actions. 
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Appendix - A 
 
KEY INFORMATION QUESTIONNAIRE: ASSESSMENT DEMAND POTENTIAL MOBILE 
MONEY ORDER:  POST---   DATE-- 
 
1. What is your age    GENDER      MALE    FEMALE 
 
2. What is your occupation       CONSTRUCTION
          FACTORY 
          SHOPS 
          CASUAL LABOUR 
          OTHER 
 
3. What is your education       PRIMARY 
          10TH  
          12TH 
          GRADUATE 
          ABOVE GRADUATE 
 
4. Do you have mobile phone       YES   NO 
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5. What is the average amount of money you send in one month through Postal money order? 
 
6. Have you use any other mode of money transfer  other than India Post  if yes what   
         Through Friends 
                   Through DD/Cheque 
         Through Bank transfers 
                   Through Private Agency 
                   Through Any other  
 
7. Are you from Maharashtra or outside than Maharashtra    Maharashtra    Outside 
8. How many mobile phones do you have?     One                 More than one 
9. How often you send money through money order   Once in a month  
 More than once in a month 
 
10. Do you have bank account           YES   NO 
11. If you have a bank account, whether would like mobile banking or not  YES   NO 
12. In terms of (a) time, (b) distance, and (c) money, how 
Convenient or inconvenient is it to use a present postal money order 
          Most Convenient 
          Convenient 
          Less convenient 
          Inconvenient 
          Do not know 
 
13. If money order can be sent through mobile phone whether you would like to  
          Use mobile money 
order 
          Wait then use 
          May Use 
          Not to use 
          Do not know 
 
Remarks 
A key informant is an individual who willingly agreed to give information for the questionnaire based 
on his/her Knowledge. This also helped to know the other factors in mobile banking based money order 
remittances adoption. 
